
2024 – 2025 
Complaints Performance and 
Service Improvement Report



Abri’s 2024 – 2025 complaints performance 
and service improvement 

Under the Housing Ombudsman’s Complaint Handling Code, Abri has produced an annual 
complaints performance and service improvement report for scrutiny and challenge. 
This report includes Abri’s annual self-assessment against this Code and a qualitative and 
quantitative analysis of our complaint handling performance. It also includes a summary of 
the types of complaints we’ve refused to accept, any findings of non-compliance with this 
Code by the Ombudsman, the service improvements made as a result of the learning from 
complaints, and any other relevant reports. 

For this year, our quantitative reporting is split into three sections. This is due  
to Silva joining the Abri Group from October 2024 and both reporting as  
one organisation from November 2024. Prior to this, Silva and Abri operated and  
reported as two separate entities.

Introduction

At Abri, we promote a positive complaint handling 
culture among colleagues and customers, viewing 
them as an opportunity to put things right quickly, 
create positive customer relationships and provide 
a learning opportunity.  

When things go wrong, we want our customers 
to have confidence that we listen, learn, and take 
action to put things right. Our aim is to provide a 
fair and effective resolution to any complaint and 
use the learnings to drive service improvements.

Within our team, we have a dedicated dispute 
resolution function responsible for managing  
all Housing Ombudsman Service requests  
for information and action on behalf of the Group. 
This department works closely with our legal 
colleagues to collate information and report  
to our governance forums, recommending  
steps that need to be taken to make things right  
for our customers.

We also carry out extensive root cause  
analysis, demonstrating how we want to learn 
from our customer complaints to inform 
service improvements and embed customer-led 
change. The analysis is shared with our Service 
Improvement Team to support change initiatives 
and local action plans, and build competency  
and confidence to make sure the recommendations 
deliver lasting benefits for our customers and  
our business.

Ralph Facey 
Chief Operating Officer at Abri
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escalation rate from 
stage 1 to stage 2

31% 
71% of complaints 

upheld at stage 1

68% of complains 
upheld at stage 2

satisfaction with 
complaints handling

55.6% 

0 findings of non-compliance with  
the Complaint Handling Code

0 Complaint Handling Failure Orders

16.7%  
 fewer no access 

complaints

12.4% less
ASB related 
complaints

complaints  
per 1,000 homes

https://d2t1vdoabw4hm5.cloudfront.net/media/documents/Customer_Annual_Report_2024_digital_Bobbi_Quinn.pdf


Annual self-assessment against the  
Complaint Handling Code

Abri’s annual self-assessment against the Complaint Handling Code can be found here. 

Qualitative and quantitative  
analysis of Abri’s complaint handling 
performance (as a combined 
organisation from November 2024 
onwards)

•	 2,995 complaints received at stage one

•	 902 complaints received at stage two

	- 	On average, Abri received seven formal  
stage one complaints per 1,000 homes,  
per month (residents only) 

Complaint handling timescales

•	 % of complaints handled within timescales 
(standard)

	- Stage one – 28%

	- Stage two – 16%

•	 % of complaints handled within timescales 
(extended)

	- Stage one – 57%

	- Stage two – 58%

•	 % resolved in standard + extended:

	- Stage one – 84%

	- Stage two – 74%

Escalation to stage two

•	 2,892 complaints were closed in year  
at stage one

•	 902 complaints were escalated in year  
to stage two

•	 Escalation rate from stage one to stage  
two was 31% 

Complaint outcomes

Stage one

•	 71% of complaints upheld (2,892 closed,  
2,049 upheld)

Stage two

•	 68% of complaints upheld (934 closed,  
632 upheld) 

Complaint satisfaction

•	 Satisfaction with complaints  
handling – 55.6%

Qualitative and quantitative  
analysis of Abri’s complaint  
handling performance  
(from April 2024 – October 2024)

•	 1552 complaints received at stage one

•	 459 complaints received at stage two

	- 	On average, Abri received seven formal stage 
one complaints per 1,000 homes, per month 
(residents only) 

Complaint handling timescales

•	 % of complaints handled within timescales 
(standard)

	- Stage one – 16%

	- Stage two – 6%

•	 % of complaints handled within timescales 
(extended)

	- Stage one – 57%

	- Stage two – 49%

•	 % resolved in standard + extended:

	- Stage one – 73%

	- Stage two – 55%

Escalation to stage two

•	 1497 complaints were closed at stage one

•	 459 complaints were escalated to stage two

•	 Escalation rate from stage one to stage two  
was 31%

Complaint outcomes

Stage one

•	 72% of complaints upheld (1497 closed,  
1078 upheld)

Stage two

•	 69% of complaints upheld (491 closed,  
341 upheld) 

Complaint satisfaction

•	 Satisfaction with complaints handling – 54.37%

Qualitative and quantitative  
analysis of Silva entity complaint 
handling performance  
(from April 2024 – October 2024)

•	 192 complaints received at stage one

•	 48 complaints received at stage two

	- 	On average, Silva received 3.7 formal stage 
one complaints per 1,000 homes, per month 
(residents only) 

Complaint handling timescales

•	 % of complaints handled within timescales 
(standard)

	- Stage one – 97.32%

	- Stage two – 98.04%

Escalation to stage two

•	 195 complaints were closed at stage one

•	 48 complaints were escalated to stage two

•	 Escalation rate from stage one to stage two  
was 25%

Complaint outcomes

Stage one

•	 80% of complaints upheld  
(195 closed, 156 upheld)

Stage two

•	 61.54% of complaints upheld  
(52 closed, 32 upheld) 

Complaint satisfaction

•	 Satisfaction with complaints handling – 34.4%

https://d2t1vdoabw4hm5.cloudfront.net/media/documents/Abri_Self-Assessment_-_April_2025_approved_by_CC_H37yyxS.pdf


Abri’s performance this year
The table below outlines complaints numbers received month by month over the year:

Legacy Abri Legacy Silva Abri combined

Stage 1 Stage 2 Stage 1 Stage 2 Stage 1 Stage 2

Apr 24 232 60 44 6

May 24 250 43 16 5

Jun 24 208 67 26 9

Jul 24 193 64 34 6

Aug 24 209 69 20 6

Sept 24 218 73 24 7

Oct 24 242 83 29 8

Nov 24 263 89

Dec 24 211 71

Jan 25 340 88

Feb 25 322 105

Mar 25 307 89

Refused to accept reasons 
In line with Abri’s policy, which can be found on our website, the only complaints Abri refuses  
to accept are: 

•	 The issue giving rise to the complaint occurred 
over 12 months ago. However, where the 
problem is a recurring issue or continues 
because it’s not been fixed by us, Abri may 
consider any older reports as part of the 
background to the complaint if this will help 
to resolve the issue. Similarly, Abri will apply 
discretion and may accept complaints made 
outside of 12 months where there is a good 
reason to do so. 

•	 Where matters have already been the subject of 
legal proceedings which have come to an end 
after a final hearing. 

•	 Where in all cases, except complaints about 
housing conditions, legal proceedings have 
started or are threatened (a letter of claim or 
equivalent has been sent to us). 

•	 Matters that have already been considered under 
the complaints policy and have been through 
both stages of the complaints process. In this 
case, we can refer the complainant directly to 
the Housing Ombudsman. 

•	 Complaints relating to consumer credit regulated 
activity, which may be able to be referred to the 
Financial Ombudsman Service. 

•	 If a complaint is being made unreasonably  
or the customer is demonstrating  
unacceptable behaviour when pursuing their 
complaint, although we’ll consider the individual 
circumstances of the complaint. 
 

If Abri has valid reasons to deal with a complaint differently, or to not accept it at all, we’ll be able to 
evidence the reasoning and explain to the customer why the matter isn’t suitable for the complaints 
process or outline how we’re are dealing with it, why, and their right to escalate the complaint, including  
to the Ombudsman Service.

Findings of non-compliance with this Code  
by the Ombudsman

Abri has no findings of non-compliance with the Complaints Handling Code by the Housing Ombudsman.  

Service improvements made as a result of  
learning from complaints 

Case study 1: 
There was an investigation by the Housing 
Ombudsman Service (HOS) into a customer’s 
complaint about their property’s condition when it 
was let. 

After our customer collected the keys, she reported 
issues including a lack of flooring in the hallway, 
non-functioning windows, missing keys, no 
letterbox guard, and no handset for the intercom. 

HOS wrote: ‘While some reasonable repairs may be 
required after a resident moves into a property, the 
landlord acknowledged that these repairs should’ve 
been identified and completed before the resident 
moved in.’  

In response to this case, these measures have been 
taken to demonstrate our learning: 

•	 Checks to make sure that all windows and 
letterboxes are functional before a customer 
moves in. 

•	 Intercom systems are to be checked, and any 
issues passed to the relevant contractor to repair. 

•	 Information shared about Abri’s Empty Homes 
Standards to set clearer expectations for our 
customers. 

Case study 2: 
There was an investigation by the Housing 
Ombudsman Service (HOS) into our response to 
a customer’s request for compensation due to 
failings in our handling of her mould reports. 

HOS states: ‘Once the landlord received the 
insurer’s decision not to progress the resident’s 
claim, it should’ve considered whether the resident 
was entitled to discretionary compensation for 
the damage to her belongings.’ After receiving 
this determination, we carried out a review of 
our ‘Putting Things Right’ Guidance, centred on 
insurance redress to align with HOS guidance.  

Case study 3: 
This year, we had a complaint escalated to the 
Housing Ombudsman Service by a customer after 
carrying out a repair at their home when only their 
17-year-old daughter was present.  

This happened due to a system error which 
rebooked the customer’s appointment to  
a new date and time. The Error didn’t trigger  
a message to her with the new information about  
the rearranged appointment.   

In response to this case, these measures have been 
taken to demonstrate our learning: 

•	 We’ve reminded our operational teams about 
the importance of checking ages when carrying 
out visits to a customer’s home as part of our 
Doorstep Standards. 

•	 We’re carrying out a review of our appointment 
letters to include extra guidance about who 
needs to be home when a visit is carried out.  

•	 We’re making sure this information is detailed 
on our website and on My Abri when a customer 
reports a repair.   

https://www.abri.co.uk/complaints


Case study 1: Noise transference 

Following the pandemic, we saw a change in how 
people used their homes, with customers staying 
in their homes during the mandatory lockdowns 
and often being disturbed by their neighbour’s 
everyday noise. Every year, Abri receives more 
than 200 complaints related to noise disturbance.  

A Housing Ombudsman Service (HOS) 
determination reported that landlords like us need 
to carry out an early intervention to establish 
whether reported noise constitutes statutory 
noise nuisance, using a noise recording app, 
to make sure customers’ expectations can be 
managed while we continue our investigations. 
HOS recommends that investigations into 
property-related noise transference issues are 
carried out at the same time as investigations into 
people-related noise activity. 

As a landlord, our standards of record-keeping 
and record-management for anti-social 
behaviour related communications must include 
call back responsiveness, personalisation of 
communications, including times and channels, 
and joined up working by different support 
services and teams within our organisation. 
In this determination, HOS recommends the 
development of a standalone noise transference 
procedure where evidence suggests acceptable 
volume but high transference, and for landlords 
to consider a review of ASB case management 
practices with a consideration of a clear lead 
officer and proactive case management. 

In this service improvement activity, we’ve 
identified a requirement for mobile tablets for 
our Community Safety Officers to capture case 
notes and customer conversations while working 
in our neighbourhoods. This will be delivered in 
financial year 2025/26. The team were also trained 
in recording anti-social behaviour cases in Open 
Housing, our housing management system. 

In this work, we developed how we triage and 
conduct initial investigation of noise complaints 
to better determine whether it’s anti-social noise 
nuisance or day to day noise transfer. 

We’ve also improved our communication to 
make sure our customers are clear about our 
investigation and action plan to manage their 
expectations. This has included a new anti-social 
behaviour customer leaflet and a new incident 
letter including diary sheets, as well as  
an outcome and closure letter to customers. 

When homes above ground floor are re-let, these 
now include acoustic mats underneath white 
goods to reduce sounds caused by vibrations 
from devices like washing machines. Where 
we’re re-letting a property with a floor covering 
already in the home, we’ll now assess the quality 
of the carpet left in the property and either clean 
it and allow the incoming customer to receive it 
as gifted or we’ll remove it in cases where it risks 
health and safety standards from being poorly 
fitted and any hard flooring is removed. In our 
new build affordable-rent flats, we now include 
carpets and the provision of acoustic mats for 
white goods where there’s space to include them.  

This programme of work has supported us in 
effectively managing our customers’ expectations. 
It’s improved our ‘one team’ way of working 
through consistent processes and better record 
keeping, helping everyone involved to work 
towards the shared goal of a good outcome for 
our customers.  

Between January 2023 and December 2023, an 
average of 7.2 Stage 1 complaints were received 
per month in relation to noise issues. In the 
following calendar year, this figure decreased to 
5.3 complaints per month, representing a 26% 
reduction. This equates to approximately 22 fewer 
complaints over the year. This trend continued in 
the final quarter of the 2024/25 financial year.   

While complaint volumes remain relatively 
consistent, this improvement demonstrates 
the positive impact of the service improvement 
initiative. 

Case study 2: No access  

Customers express dissatisfaction about  
‘no-access’ when Abri attempts to undertake 
repairs at their property but the customer is 
perceived to not be at home. This can be  
linked to the communication around the repair, 
attending in-line with the agreed appointment,  
or because the job has been carded but the 
customer’s home. 

We held workshops with our internal team leads 
to understand the main causes for concern around 
no access. We prioritised our project focus on 
repairs, and gas and electrical services. 

To support with access, we introduced a new 
series of SMS messages to our main tenant:  

Once a job is booked, a SMS informs our 
customer of the date, time and how to 
reschedule  

48 hours before the job is due, a SMS 
reminds our customer of the date, time and 
how to reschedule  

24 hours before the job is due, a SMS  
reminds our customer of the date, time and 
how to reschedule (rescheduling is only 
available for repairs at this stage) 

An SMS is sent when the operative is on  
their way 

An SMS is sent when the operative has 
been unable to gain access, to inform the 
customer we’ve missed them and to  
re-book 

We also considered vulnerability information 
held about our customers when booking gas 
and electrical servicing appointments and offer 
additional contact before the appointment to 
explain the purpose of the visit and what would 
take place when we attend their property. 

We’ve asked our operatives to offer more 
information about the reason an appointment 
was missed, including the reason for no access 
and confirmation that they’d waited for at least 
five minutes before abandoning the visit. Our 
operatives were also asked to record more 
details about how they attempted to contact the 
customer and whether they reached a voicemail 
or advised them to rebook. If a job needs to be 
abandoned due to no-access, they’ll need to 
evidence that they carded the property by adding 
photographs to the job record of our notice at 
the front door. Lastly, any operative who’s unable 
to complete a job can raise a welfare concern if 
something at the property gives them reason to 
do so. In cases like these, they follow our ‘See 
Something, Say Something’ procedure.    

Our SMS reminder messages have been  
successful in offering customers enough time to 
rebook an appointment that they might’ve made 
weeks ago, or in case they need to make changes. 

By having better records of contact and job 
attendance, we have a better account of when 
access attempts fail and are able to improve future 
communication with customers to explain why 
their repair didn’t take place. It also means we’re 
meeting a consistent service standard, with clear 
roles and responsibilities  
given to our operatives. 

In 2023/24, we received an average of 37.5 cases 
of customer dissatisfaction each month. This 
is split by the themes of ‘carded but home’ and 
‘appointment not carded’. This indicated a need 
to look at how we could improve our process 
around the raising and carding of jobs to ensure 
customers receive the best experience from Abri.  

In 2024/25, we received an average of 31.25 cases  
of dissatisfaction each month. This demonstrates  
a year-on-year reduction of 16.7% across the  
two complaint themes. This aligns with our 
initiative to improve the service and suggests a 
positive impact on customer satisfaction through 
the decline in complaints.



Case study 3: Anti-Social Behaviour  
(ASB) Training 

Our Community Safety Team receive 
approximately 178 new ASB cases each month. 
In the financial year 2023/24 we received a total 
of 170 complaints related to ASB, averaging 
14 complaints per month. This means that 
disappointingly, 8% of new ASB cases resulted  
in complaints. 

Within these complaints, ‘handling of ASB’ and 
‘communication’ emerged as the most frequent 
theme. Customer dissatisfaction around handling 
includes time taken for responses and customers 
being unable to get a clear update when 
contacting Abri to discuss progress. 

To tackle the high volume of complaints, 
our service improvement activity centred on 
developing a comprehensive training programme 
for our Community Safety Team to introduce 
one way of working and embed consistency and 
best practice when managing cases of ASB. This 
training was delivered to 30 team members. 

The training sessions allowed the team to come 
together and learn efficiencies to better support 
their day-to-day work, as well as the chance to 
showcase their expertise in sharing tips around 
managing different sorts of cases. The training 
also resulted in developing a guide for new 
starters, so they can learn others’ approaches to 
best supporting our customers.  

As we continue to grow and work at pace, 
it’s important that we maintain a culture of 
collaboration and accuracy in all that we do, 
which is why additional training like this is 
increasingly important to our business. 

This project has supported us in consistency 
of documenting clear, detailed records to help 
facilitate the customer journey at every step,  
and it’s contributed to our ‘one team’ way of 
working, embracing possibility to improve the 
customer experience.  

In financial year 2024/25, the total figure of 
complaints in relation to ASB fell to an average  
of 149, averaging 12.4 complaints per month  
while cases remained at the same level. This 
evidences a reduction of 12.35% in the volume  
of complaints received about ASB. 

Annual reports about Abri’s performance from the Ombudsman 

The Housing Ombudsman hasn’t produced any annual performance reports for Abri or Silva in 2024/25. 

Abri’s Ombudsman investigations and outcomes 2024/25 

Determinations 
Abri Group 

(including Silva) 
Legacy Abri  

(without Silva)
Legacy Silva

No of outcomes received 49 44 5 

No of determinations received 110 97 13

Withdrawn/OOJ 8 6 2

No of CFHOs 0 0 0

No of severe maladministration 1 0 1

No of maladministration 27 25 2

No of service failures 23 20 3

No of offer of ‘reasonable redress’ 38 36 2

No of NO maladministration  13 10 3

Maladministration rate 47% 49.45% 54.55%



Other relevant reports or publications produced by the Housing 
Ombudsman in relation to Abri  

We’re committed to working with the Ombudsman to ensure any requests for information, 
determination orders, and recommendations are acted upon promptly.  

Below is a summary from 2024/25 of the investigations Abri has received back from the Housing 
Ombudsman, along with the outcome types as published on the Ombudsman’s website.  

Abri and Silva didn’t receive any complaints handling failure orders in 2024/25. 

These publications can be found on the Housing Ombudsman’s website:

Abri Group Limited (202228061) - Housing Ombudsman 

Abri Group Limited (202201157) - Housing Ombudsman 

Abri Group Limited (202322589) - Housing Ombudsman 

Abri Group Limited (202309963) - Housing Ombudsman 

Abri Group Limited (202322284) - Housing Ombudsman 

Abri Group Limited (202227119) - Housing Ombudsman 

Abri Group Limited (202227515) - Housing Ombudsman 

Abri Group Limited (202309751) - Housing Ombudsman 

Abri Group Limited (202302263) - Housing Ombudsman 

Abri Group Limited (202234700) - Housing Ombudsman 

Silva Homes Limited (202300360) - Housing Ombudsman 

Silva Homes Limited (202347386) - Housing Ombudsman 

Silva Homes Limited (202313847) - Housing Ombudsman 

Silva Homes is referred to in the ‘Learnings from Severe Maladministration Report  
published in December 2024: 

Learning from severe maladministration report – December 2024 

To access annual performance reports added since the publication of this report,  
individual landlords can be searched using this link on the Housing Ombudsman’s website:  
Landlords Archive - Housing Ombudsman

 

https://www.housing-ombudsman.org.uk/decisions/abri-group-limited-202228061/
https://www.housing-ombudsman.org.uk/decisions/abri-group-limited-202201157/
https://www.housing-ombudsman.org.uk/decisions/abri-group-limited-202322589/
https://www.housing-ombudsman.org.uk/decisions/abri-group-limited-202309963/
https://www.housing-ombudsman.org.uk/decisions/abri-group-limited-202322284/
https://www.housing-ombudsman.org.uk/decisions/abri-group-limited-202227119/
https://www.housing-ombudsman.org.uk/decisions/abri-group-limited-202227515/
https://www.housing-ombudsman.org.uk/decisions/abri-group-limited-202309751/
https://www.housing-ombudsman.org.uk/decisions/abri-group-limited-202302263/
https://www.housing-ombudsman.org.uk/decisions/abri-group-limited-202234700/
https://www.housing-ombudsman.org.uk/decisions/silva-homes-limited-202300360/
https://www.housing-ombudsman.org.uk/decisions/silva-homes-limited-202347386/
https://www.housing-ombudsman.org.uk/decisions/silva-homes-limited-202313847/
https://www.housing-ombudsman.org.uk/reports/learning-from-severe-maladministration-reports/december-2024/
https://www.housing-ombudsman.org.uk/landlords/



